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   By analyzing recent online crisis P.R. examples especially the flight-return crisis 
of China Eastern Airlines, this paper tries to explore the necessity and strategy of 
online crisis public relations carried out by enterprises. It also proposes enterprise 
online crisis P.R. strategy by using theories of management, communication and 
public relations.   
 The paper argues that online crisis, with characteristics of rapid dissemination, 
wide coverage and long-lasting time-span, calls for appropriate online crisis P.R. 
strategy to be carried out in a limited and short period of time. Enterprises need to set 
up a complete and carefully-designed online crisis P.R. system to cope with 
complicated P.R. objects and easily-resurgent crisis.  
 Case study on the flight-return crisis of China Eastern Airlines reveals that the 
delayed response, the lack of online crisis P.R. consciousness, the simple online crisis 
P.R. actions, the neglect of official website and the lack of efficient inner online crisis 
P.R. are five short comings of online crisis P.R. management carried out by China 
Eastern Airlines. This paper believes that similar problem is quite prevalent among 
Chinese enterprises especially when most of them are lack of online crisis P.R. 
consciousness, are short of online crisis P.R. professionals, and are not used to 
cooperating P.R. solutions both online and in traditional media. 
Enterprises’ online crisis P.R. should consolidate crisis management and strategy 
management. A reasonable enterprises’ online crisis P.R. system should focus on the 
waking-up of the consciousness of online crisis P.R., the education of online crisis 
P.R. professionals, the setting up of online crisis P.R. task force, the inner online crisis 
P.R. management, and the building of enterprise crisis date base. 
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也撤下了 TWINS 原有的广告片。 
2008 年 3 月一份名为《2008 年首季香港上市企业内地血汗工厂报告》在网
络上掀起了一股强烈的批评浪潮，报告中直指女首富张茵旗下“玖龙纸业”为“港
企之耻”。之后，各大主流网站都做了专题对事件进行深入的报道与追踪。SACOM
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问题, “危机管理” 被广泛看作“危机公关”的同义语。 
20 世纪初期的危机管理学者以英国著名危机管理专家迈克尔·里杰斯特






























对危机公关(Crisis Public Relation)和危机管理(Crisis Management)两个概念是否
相同一直存在争议。有人认为危机管理就是危机公关，英国公共关系学界权威撒
姆·布莱克对危机的定义是:“危机常称危机管理，它强调危机会影响组织所有
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2.3 网络危机公关研究现状和展望  
    进人 90 年代中期，国际互联网的规模快速扩张，成为全球最大的、最流行
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